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Tine  following  is  a  summary  of  results  from  a  survey  of  MUNI  riders  in  San  Francisco 
regarding  service  and  improvements.  Four  hundred  riders  aged  eighteen  years  or  older 
that  have  ridden  MUNI  within  the  past  six  months  were  interviewed  on  July  21^*  -  24*", 
2002.  Results  are  subject  to  a  sampling  error  of  4.9%. 

This  survey  was  a  follow-up  to  a  similar  survey  conducted  in  June  2001 . 

The  following  are  highlights  of  the  results: 


Finding  1:  Over  a  majority  (57%)  of  riders  feel  MUNI's  service  is  good  or  excellent, 
a  significant  improvement  from  2001. 

In  the  2002  survey,  More  than  half  (57%)  rated  MUNI's  service  as  either  "excellent"  or 
"good"  with  only  8%  rating  services  as  poor  or  very  bad.  This  was  a  significant 
improvement  compared  to  2001 ,  when  48%  rated  service  as  excellent  or  good. 
Negative  ratings  have  dropped  in  half,  from  16%  in  2001  to  8%  in  2002. 
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Results  were  very  similar  regarding  the  condition  of  MUNI  vehicles.  Here,  53%  rated 
the  condition  of  MUNI  buses  and  streetcars  as  either  "excellent"  or  "good"  with  only  9% 
rating  conditions  as  "poor"  or  "very  poor",  and  36%  giving  a  rating  of  "fair" 


Finding  2:  Ratings  of  the  condition  of  MUNI  vehicles  have  also  improved  since 
2001. 

Similar  to  the  ratings  for  quality  of  service,  there  has  been  a  substantial  improvement  in 
the  public's  perception  of  the  condition  of  vehicles.  In  2001 ,  44%  rated  the  conditions 
as  "excellent"  or  "good",  compared  to  53%  in  2002.  The  negative  ratings  fell  from  16% 
in  2001  to  10%  in  2002. 


Finding  3:  Riders  name  more  frequent  service  as  the  aspect  of  MUNI  they  would 
most  like  to  see  improved. 

When  asked  what  improvements  they  would  like  to  see,  frequency  of  service  (48%), 
schedule  accuracy  (25%),  service  reliability  (21%),  and  vehicle  cleanliness  (12%)  were 
most  frequently  mentioned.  These  factors  were  similar  to  those  named  in  2001 . 

In  a  separate  question  asking  what  they  would  most  like  to  change  at  MUNI,  frequency 
of  buses  (20%)  and  schedule  accuracy  (16%)  were  noted  most  often.  Nine  percent 
(9%)  of  riders  feel  that  MUNI  service  is  fine  as  is  and  no  changes  are  necessary. 

Finding  4:  The  vast  majority  of  riders,  90%,  feel  that  MUNI  service  has  either 
improved  or  stayed  the  same  over  the  past  six  months,  with  one-fourth  feeling 
that  MUNI  service  has  improved. 

While  65%  of  riders  thought  that  service  has  remained  the  same  in  the  last  six  months, 
a  quarter  (25%)  state  they  have  noticed  improvement.  Only  5%  responded  that  the 
level  of  service  has  worsened.  These  numbers  remained  relatively  unchanged  from 


When  asked  specifically  what  improvements  they  have  noticed,  riders  point  towards  the 
comfort  of  new  vehicles  (16%),  increased  frequency  in  buses  and  streetcars  (11%), 
vehicle  cleanliness  (8%),  and  helpfulness  of  employees  (5%). 


2001. 
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Finding  5:  Riders  overwhelmingly  stated  that  safety  and  reliability  were  the  most 
important  aspects  of  their  MUNI  experience. 


As  can  be  seen  from  the  table  below,  more  than  80%  of  the  riders  rated  safety  and 
service  reliability  as  the  most  important  aspects  of  MUNI,  using  a  scale  of  1  to  5,  where 
5  is  "extremely  important,"  and  1  is  "not  important  at  all." 

Similar  to  2001 ,  these  four  aspects  of  MUNI  service  were  viewed  with  near  equal 
importance  by  all  segments  of  MUNI  riders.  The  most  distinguishable  difference, 
between  2001  and  2002  is  that  in  2002  more  riders  rated  safety  from  crime  as  more 
important  than  service  frequency,  though  both  were  rated  as  "important"  in  both  years. 
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Finding  6:  Nearly  all  of  the  riders  considered  public  transportation  to  be 
important. 

The  near  unanimous  support  for  the  importance  of  public  transportation,  93%  rated  it  as 
either  "very  important"  or  "important",  is  indicative  of  the  high  frequency  of  ridership  of 
those  surveyed.  This  level  of  importance  remained  unchanged  from  2001. 
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